FORM B (specific course information)
	Course Name/Title


	BUS 634 Service Management

	Program

(e.g. MBA or Ph.D.)
	MBA

	Required or elective
	Elective

	Instructor(s) Name and email address


	Fraser Johnson

fjohnson@ivey.uwo.ca

	Number of Class sessions in course
	24

	Duration of each class (minutes)
	80

	Typical number of students enrolled  in recent  course offerings.
	80

	Textbook Used
	Service Management by Fitzsimmons and Fitzsimmons


Service Management Course Plan

	Service Offerings and Service Concept



case/non-text reading




    Topic

	1.   Course Overview; Country Paws Boarding Inc.
	Review of course outline; discussion of effective and ineffective service management.

	2.   Welcome to the Experience Economy
	Defining and differentiating services from experiences.

	Designing the Delivery System: Physical Resources



Case/non-text reading



                  Topic

	3.
Shouldice Hospital Limited
	Service offering and concept design.

	4.
Celebrity Cruises, Inc.; Why Satisfied Customers Defect
	Core and supplementary services; servicescapes; customer satisfaction.

	5.
Red Cross Bloodmobiles: Improving Donor Services
	Queuing (simulation); analytical and psychological approaches to managing queues.

	Designing the Delivery System: Organizational Systems



Case/non-text reading





Topic

	6.
Call Center Design for Lion Financial Services

	Delivery system analysis (managerial systems); coordination of activities.

	7.
Southwest Airlines in Baltimore; Breaking the Cycle of Failure in Services

	Delivery system analysis (capacity and scheduling); strategic fit.

	8.
Dabbawallahs of Mumbai (A)
	World-class services; service supply chains.

	Designing the Delivery System: Technology & Information



Case/non-text reading





Topic

	9.
Virtual Vineyards
	Providing retail services over the Internet (e-Service); information technology-based delivery.

	10.
Yield Management at American Airlines
	Pricing and revenue management (in-class exercise).

	11.
Four Seasons Hotels and Resorts
	High touch and high tech services; integrated resource discussion.

	12.
Guest speaker (to be announced)
	

	Service Quality



Case/non-text reading





Topic

	13.
Service quality panel (participants to be announced)
	Defining, designing and measuring service quality; service quality as a competitive advantage.

	14.
A Taste of Frankenmuth: A Town in Michigan Thinks About Word-of-Mouth Referral
	Word-of-mouth management.

	15.
Good and bad service letters
	Service recovery; customer feedback.

	16.
Mutual Life of Canada—The Group Service Guarantee
	Service guarantees; customer feedback (cont’d).

	Breakthrough Service & Growth



Case/non-text reading





Topic

	17.
The Atlanta Symphony Orchestra; Putting the Service Profit Chain to Work
	Service management performance; service management relationships (quality, satisfaction and loyalty).

	18.  Guest speaker (to be announced)


	

	19.
Bank of America (A)
	New service development.

	20.
To be announced; Delivering Excellent Service: Lessons from the Best Firms
	Service firm life-cycle; service encounter management.

	21.
Guest speaker (to be announced)
	

	22.
Roller Coaster Tycoon
	Design and delivery of new service (integrative simulation).

	23.
Roller Coaster Tycoon (cont’d)
	Design and delivery of new service (cont’d).

	24.
Course review
	Revisiting discussion of effective and ineffective service management.


